The shifting economy and changes in the company should be directed, within the concept of integration Republic of Serbia into the European Union, by implementation of a model of development of competitive abilities as forces of revival, growth and development. Based of the model of transformation of transport companies should implement monitoring and improving key business performances based on quality management.
INTRODUCTION
Complexity of managing with strategic changes is evident in the global economic crisis periods, such as the present one. The process of change in complex systems, and each individual organization, implementation of strategy, is conditioned by a large number of decisions to be made in order to improve implementation, vision and strategy, and reduce resistance to change. The process of managing with strategic changesas itself is easier if in the strategic vision are given argumented facts of the transition from the current position in the futureand if the gap analysis show the difference that exists between the current position of the transport system of the Republic of Serbia and the developed countries of the transport system in Europe, especially the European Union, as a traget strategic position. This particularly, the association with and eventual entrance to the EU conditioned by the level of development of transport in the country so as providing conditions for unimpeded transit traffic.
CRITERIA RELATED TO THE QUALITY OF BUSINESS RESULTS
In the group of criteria related to the results, the most important are those related to the quality of products or services, as well as a set of criteria related to the company's business results, which include not only accomplish their goals, and a comparison with the results of the competition and the best organizations in the industry. It is understood that all criteria and subcriteria can and should be regularly monitored and quantified in order to define them on the basis of prevention and correction action. Business excellence models have an unusual opportunity for the company to improve its management, fully complementary to other methods and tools that provide quality products, services or processes.
Standardization of traffic is a very complex activity in the preparation, adoption and application of technical regulations and standards in this area. "It is, at first place, appeared as a result of the general requirements for the safe and efficient transfer and transport of people and goods, and then as an industry need for unification, standardization and interchangeability of components and component parts."( 1 ) Vehicles are the main object of international transport, ( 2 ) Founds of internal transport are part of the transport system related to the storage and transport terminals, and their standardization has priority impact on the safety and protection of the environment, on the one hand, and the rationalization of storage and transshipment operations, on the other hand. Performance of services, such as product performance, are increasingly becoming the subject of standardization in some areas. In the area of transport, standardization of quality of service and its performance, occurs primarily in the transportation of passengers to and from the two characteristic features: in systems where transport companies free to organize its services and in systems where transport companies must comply with the technical specification of the body. In both cases, in the role like "client" appear: A)the passenger, immediate customer service; B)authority which establish technical specifications; C)an entity that provides/organize a trip; and G)citizen in the broadest sense, as a potential customer. Categories of quality criteria in this standard is the services provided to passengers and that can be controlled by the company.
Quality criteria which can be applied to all transport modes according to the literature, (
3 ) are shown in the following Table 1 .
The concept of performance standards for transport services is to enable the determination of appropriate quality indicators for different types of traffic, there by enabling comparisons of services. Further adjustment goes against certain types of traffic to be defined: the categories of quality criteria; appropriate indicators and their way of working out and calculating and the level of quality which is achieved by using these indicators, Table 2 . The aspect of "Safety function", which also includes the security of the system, is a decisive factor in quality. "Feelings of insecurity" are subsumed under the criterion of "cleanliness/tidiness," in which the company may be affected.
Other aspects (the presence of the police force, for example.) Are the responsibility of other agencies and the company's indispensable partner.
Avoiding to pay for the ticket Failure to pay a ticket can take many forms. In the case of road transport system, and in particular the city, regardless of the system dohodovanja companies, risk or guarantee of income, failure to pay a ticket that affects the quality of their financial performance, and behavior that causes it. Just this last aspect is treated in the criterion of "comfort." Source: Vaso Labovic, dipl.ing., Federal Bureau of Standards, op.cit. 1 Quality indicators are selected to suit the service and that are coherent with the types of traffic and businesses. According to the literature recommendations for defining indicators are given in the table. Determining the quality of service in this way it is possible by first defining the threshold of unacceptability to the highest level. The application of the criteria for quality of service based on possible indicators contained in the standards of France is not possible in other modes of transport, but a good basis for the development of national standards, amended with other regulations. The quality system is developed and implemented in order to achieve the goals set in the quality policy of the organization. The quality control system, according to the model chosen one of the standards JUS ISO 9001, JUS ISO 9002, and JUS ISO 9003, as basic goal sets customer satisfaction by preventing nonconformity at a certain stage of its delivery -from design to maintenance. Services in the field of transport is the main means of trade and as such must have agreed operational procedures, equipment and organization, more than in any other field. World Trade Organization Agreement on rules for the free and fair exchange of goods and services at the global level, in order to realize its full potential, is supported by technical agreements, in order to obtain compatibility of technologies in the field of transport around the world. Categorization of quality criteria and selection of indicators of transport services contribute to the quantification of the quality of service, compared to the costs incurred in providing the services, it becomes comparable to the same and different modes of transport, and different levels of performance. Failure to comply or failure to apply the principles of standardization, at any level in the chain of service, reflects negatively on the service itself with consequences that may be within the limits of a simple increase in the cost to the impossibility of providing such services. Quality of transport services in the global transport system and in various traffic subsystems or divisions, for example, by means of transport, spatial and time zones, the categories of passengers and goods, and so on can be viewed, analyzed and defined in various ways. As general characteristics of service quality in Table 3 . stand out: ( 4 ) 1. Quality-Complexity refers to the number of different elements or features that make up the quality of transport services, and can be displayed by parameters given in the table, 2. The possibility of merging -integration of parameters that make up the service and who have individual characteristics, 3. Bipolarity -which means that each characteristic of the service can be expressed with two opposite characters on evaluation list, 4. The possibility of measuring on the quality scale -and is related to the evaluation respectively measurement for each particular trait or element and that from zero or minimum to optimum. For quantitative measurement (evaluation) must be set method of translating qualitative elements of transport service in numerical values of the elements of transport service, 5. The possibility of evaluating the similarity of services -qualitative elements of the transportation services may have similarities.
TABLE 2. INDICATORS AND THEIR WAY OF ELABORATION CRITERION
On the other hand, the quality of transport services can be viewed in two ways, from the viewpoint of a service provideroffering quality, transportation and customer service -the required quality. A comparative overview of the elements related to transportation services and for water transport, rail and road transport, ( 5 ) are given in the Table  4 . 
TQM APPROACH TO CONTINUOUS IMPROVEMENT OF QUALITY
A particularly important goal of the strategic management of traffic and transport system of the Republic of Serbia is certainly a quality management services, quality systems and processes that are used to create and maintain high quality required by consumers or service users. "Quality management process is connected with the management of internal operations and marketing. It requires a clear understanding of consumer desires and capabilities of the organization to meet them". ( 6 ) Systems improvement and quality management have developed rapidly since the level of quality inspection, ( 6 ) Ljubojević, Č., "Marketing usluga", Presing, Beograd, 1996., str 83. quality control, quality assurance, total quality con control, to TQM (Total Quality Management) approach to quality.
A key element of the TQM approach to continuous quality improvement, concentrating on how to become a top notch organization in the results. The process of improving the quality of service in transport is not an easy process, and it is necessary to predict the important steps that can lead to success, including:
 Identify the primary determinants of service quality,  managing the expectations of consumers,  manage forms,  consumer education related to the service,  developing a quality culture,  automaticity quality, and  monitoring services.
CONCLUSION
The realization of the process of improving the service quality, in all its stages, requires constant management to return preliminary information gathering and revaluation of business processes. The complexity of continuous quality improvement is conditioned the need for continuous learning in order to develop the ability to react to changing consumer demands and specifications. Benchmarking represent an accelerated learning organization (acquisition of knowledge, skills and abilities) and improve their performance as "continuous process of measuring products, services and practices towards the strongest competitors or those companies recognized as industry leaders", ( 7 )respectively it is the search for best practices in those organizations that lead to superior performance. Learning from "the best" organizations can shorten the cycle time for the improvement of their own services. In the framework of defining the objectives, one of the most important places has a future system of statisticinformation technology and that to the program of interests for entire country, the use of existing statistical-information (SI) system and the further development of the SI system traffic. Well-defined communication strategy allows to effectively manage the overall communications as "element indirect support to achieving strategic goals of structural reform in the Yugoslav traffic. Quality, speed and dinamic of structural reform will depend not only on the quality and feasibility conceived vision, but also the degree of (non) existence of adequate support from key target groups of internal and external public", ( 8 ) rounding uniqueness and importance of this goal. Considering the framework necessary standardization of the basic parameters of navigation on the inland waterway network, particularly significant step is the formation of an information system and the use of geographic information system GIS. This information system provides spatial data management, graphic and alpha-numeric data relevant to the fairway and the infrastructure that supports the inland transport and its relationship to other forms of transport. ( 9 
